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TOM TAT

Dat vén dé: T rong cac khoa tai bénh vién, khoa T héam my la noi co doi tuwong phuc vu rat
chuyén biét, khéng chi la bénh nhdn ma con la khdch hang huéng dén cdi dep véi yéu cau chit
leong dich vu t6i wu. Muc tiéu nghién ciru: Danh gia sy hai long cua khach hang vé chat lrong
dich vu tham my va mot $6 yéu lién quan dén su hai long. Déi twong va L phwong phdp nghién ciru:
Nghién ciru mé ta cdt ngang trén 268 khdch hang diéu tri tai khoa Tham my va phong kham T) ham
my cua Bénh vién Trueong Dai hoc Y Duoc Can Tho, Bénh vién Da Liéu Can Tho va Bénh vién Pa
khoa Trung wong Can Tho tir thang 4/2023 dén thang 6/2024. Két qud: PJ tudi trung binh thiee hién
cdc dich vu tham my la 39,2+15,2 va nit gidi chiém 78,7%. Khdch hang tham gia dich vu tham mj
lan dau chiém 49,6%, nguon cung cdp théng tin phan I6m tir ban bé-nguwoi thin gidi thiéu 66,8%.
Khodng % khdch hang chon bénh vién vi tinh an toan, 1y do muén ban than dep va thu hit hon chiém
50,4%. Ty 1¢ hai long chung vé dich vu tham my la 49,3%. Khi phan tich da bién, s6 lan tham gia
dich vu c6 maéi lién quan voi sy hai long, cu thé khach hang thue hién dich vu lan dau cé xu huong
khéng hai long cao hon (OR=1,7, KTC95%=1,0-2,7, p<0,05). Két lugn: Ty ¢ hai long chung vé
dich vu tham my khodang mét nira. Trong phdn tich da bién chi ghi nhdn sé lan tham gia dich vu ¢6
moi lién quan dén s hai long.

Tir khoa: Sy hai long, chat lwong dich vu, tham my.

ABSTRACT
STUDY ON CUSTOMER SATISFACTION
WITH AESTHETIC SERVICE QUALITY AND RELATED FACTORS
AT CAN THO HOSPITALS IN 2023-2024
Le Hoang Ngoc Hanh®, Nguyen Van Lam
Can Tho University of Medicine and Pharmacy

Background: Among hospital departments, the Aesthetic Department caters to a highly
specialized clientele, not only patients but also customers seeking beauty with optimal service
quality requirements. Objective: To evaluate customer satisfaction with the quality of aesthetic
services, and examine some factors related to satisfaction. Materials and methods: This cross-
sectional descriptive study was conducted on 268 customers treated at the Aesthetic Department
and Aesthetic Clinics of Can Tho University of Medicine and Pharmacy Hospital, Can Tho
Dermato-Venereology Hospital and Can Tho Central General Hospital from April 2023 to June
2024. Results: The average age of those receiving aesthetic services was 39.2 + 15.2 years, with
females accounting for 78.7% of the study population. Customers experiencing aesthetic services
for the first time made up 49.6%, and the majority of information sources came from friends and
relatives (66.8%). Approximately three-quarters of customers chose the hospital for its safety, and
50.4% cited the desire to look more beautiful and attractive as their reason. The overall satisfaction
rate with aesthetic services was 49.3%. Multivariate analysis showed that the number of times
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customers had undergone services was related to satisfaction, with first-time customers tending to
be more dissatisfied (OR = 1.7, 95% CI = 1.0-2.7, p < 0.05). Conclusion: Overall, the general
satisfaction rate with aesthetic services is around 50%. Multivariate analysis indicated that the
number of times customers have undergone services is related to satisfaction.

Keywords: Satisfaction, service quality, cosmetology.

I. DAT VAN PE

Trong thoi dai hién nay, khi xa hoi cang ngay phat trién nhu cdu cua con nguoi
khong chi an no mic 4m ma can in ngon mic dep, nhu ciu 1am dep cua con nguoi ngay
cang tang va cang co nhiéu hinh thirc da dang [1]. Theo thong ké ctua Hiép hoi qudc té vé
Phau thuat tao hinh thim my (ISAPS) ghi nhan ¢6 10,6 triéu ca phau thuét tham my va 12,7
triéu ca khong phau thuat da thyc hién trong ndm 2018, ting trudng vé sb lugng lan luot la

15% va 25% tuong tmg so v6i nam 2014 [2]. O chau A, cong nghé 1am dep ciing phat trién
khong kém, theo d6 nhu cdu tham my ciing ting theo, trong d6 ¢ Viét Nam. Ngoai ra, cic
bénh vién trong thoi dai hién nay hoat dong theo chinh sach tu thu, ty chi. Chinh sach nay
phu thudc vao s6 lwong bénh nhan dén kham va diéu tri ma su hai long cta ngudi bénh 1a
yéu t6 truc tlep anh huong dén su lua chon ctia chinh nguoi bénh va sy canh tranh gitra cac
nha cung cap dich vu. Vi thé, danh gia muc do hai long ctia bénh nhan vé chat lwong dich
vu va cac yeu to lién quan 1a muc dich chinh giup cic nha quan ly bénh vién hoach dinh
chién luot cai tién [3].

Trong cac khoa tai bénh vién, khoa Tham my 13 noi c6 ddi tuong phuc vu rat chuyén
bi¢t, khong chi 1a bénh nhan ma con la khach hang huéng dén cai dep véi yeu cau chat
luong dich vy téi wu. Tuy nhién, tai Viét Nam néi chung va tai Can Tho noi riéng cac sd
liéu théng ké vé thuc trang dich vu tham my con rat han ché. Vi vay, nghién ctru nay dugc
thuc hién v6i muc tiéu: Panh gia sy hai long ctia khach hang vé chat lwong dich vu tham
my va mot s6 yéu lién quan dén sy hai long.

II. POI TUQNG VA PHUONG PHAP NGHIEN CUU

2.1 Péi twong nghién ciu
Tét ca cac khach hang diéu tri tai khoa Tham my va phong kham Tham m§ ctia Bénh
vién Truong Pai hoc Y Duogc Can Tho, Bénh vién Da Lidu Can Tho va Bénh vién Pa khoa
Trung uong Can Tho tir thang 4 ndm 2023 dén thang 6 nim 2024.
- Tiéu chuin chon miu:
+ Khach hang tir 18 tudi trg lén.
+ Khach hang dong y tham gia nghién ctru va di duogc st dung cac dich vu thim my
cua bénh vién.
- Tiéu chuin loai trir:
+ Khéach hang khong dii ning lyc tra 16i cau hoi nghién ctru (bénh tim than, sa sut
tri tué ning, bénh cap tinh dang dién tién ning).
+ Khach hang gidm thi luc, thinh lyc néng.
2.2 Phuong phap nghién ctiru
- Thiét ké nghién ciru: Nghién ctru mo ta cit ngang.
- C& méu: Chon mau thuan tién: Cac dbi twong thoa tiéu chuan chon va khong nam
trong tiéu chuan loai trir s& dugc dua vao nghién curu.
Thuc té nghién ctru thu thap dugc 268 ddi tuong thoa ti€u chuan chon mau va khong
nam trong tiéu chudn loai trir tham gia vao nghién ctru. Trong d6, Bénh vién Trudng Dai
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hoc Y Dugc Can Tho 120 ddi tuong, Bénh vién Da Liéu Can Tho 85 ddi tuong, Bénh vién
Pa khoa Trung Uong Can Tho 63 dbi tuong.

- Ndi dung nghién ctru: Dic diém chon tham gia dich vy thim my: S4 1an tham gia
dich vu, ngudn théng tin cung cép, Iy do chon bénh vién dé duoc thuc hién dich vu thim
my va 1y do tham gia dich vu thim m¥.

Su hai long cua khach hang vé chét luong dich vu: Céc ndi dung dugce danh gia gém
tinh htru hinh, sy tin cay, hi€u qua phuc vu, su ddm bdo, sy cam thong va sy hai long chung
qua bang cau hoi cht lugng dich vu SERVPERF véi mirc d6 hai long tai thoi diém hién tai
cho diém bang thang Likert 5 [4].

Méi lién quan gitra mot so yéu t6 va sy hai 10ng cua ddi tugng nghién ctru: Nhing
yeu t6 dugc danh gia bao gdm tudi, gisi tinh, nghé nghiép, tinh trang hon nhan, trinh d6 hoc
van, thu nhap va so 1an tham gia dich vu.

- Pia diém va thoi gian nghién ciu: Thoi gian thuc hién dé tai tir thang 04/2023
dén thang 06/2024 tai bénh vién Pai hoc y dugc Can Tho, bénh vién Da Lidu Can Tho va
bénh vién Pa khoa Trung Uong Can Tho.

- Phwrong phap xir 1y s6 li¢u: Sir dung phan mém IBM SPSS Stastistics 22 dé nhap
va phan tich s6 liéu; Cac bién dinh tinh duoc théng ké theo tan suét, ty 18 phan tram, so sanh
bang phép kiém Chi binh phuong (phan phdi chuan) hoac Fisher exact test (phén phéi khong
chuan); Méi lién quan gitta sy hai long va mot so yéu t6 lién quan wéc doan: Phan tich hoi
quy Logistic da bién.

M3di cau héi chat lugng dich vu SERVPERF dugc cho diém bang thang Likert 5 tir
1 t6i 5. Chia cac cau hoi vé chét luong dich vu thanh 5 nhom khia canh: Su hiru hinh (Cau
14 dén cau 17), su tin cay (Cau 18 dén cau 22), hiéu qua phuc vu (Cau 23 dén cau 26), su
dam bao ( Cau 27 dén cau 30), su cam théng (Cau 31 dén cau 35). Mdi khia canh phan tich
thdng ké diém trung binh mirc d6 hai 1ong riéng cho timg cau hoéi trong nhom va tinh tong
diém trung binh cong mirc d6 hai long cho timg khia canh.

III. KET QUA NGHIEN CUU

Vé dic diém chung cta dbi tugng nghién ctru, chiing t6i ghi nhan d6 tudi trung binh 14
39,19 + 15,15, nit gii chiém 78,7% dan s6 nghién ctru va phan 16n da két hon chiém 63,8%,
doc than chiém 32,5%. Trinh d6 hoc van chiém ty 1¢ cao nhat 1a tir phd thong trung hoc va cao
hon, chiém 68,3%, tiép dén trung hoc hiém 23,9%, tiéu hoc 1a 6,7%. Mirc thu nhdp trung binh
ctia d6i twong nghién ciru da phan tir 5 — <10 triéu déng va tir 10 — <20 triéu dong lan luot
chiém 37,7% va 28,7%, tiép dén 1a ddi twong c6 thu nhap < 5 tridu dong thuc hién dich vu
tham my chiém 23,5%, it nhét 1a d6i twong c6 thu nhap tir 20 triéu dong tro 1én, chiém 10,1%.
Bang 1. Bac diém chon tham gia dich vu tham my

____ bacdiem Tanso (n) | Ty lé (%)
N .. | Lan dau 133 49,6
Lan tham giadich == 512 thar 4 119 44,4
Vi Nhi&u hon 4 Ian 16 6,0
Facebook 26 9,7
Nguon thong tin | Thong tin trén béo dai, internet 59 22,0
cung cap Ban bé, nguoi than gigi thiéu 179 66,8
Khac 45 16,8
Ly do chon bénh | Tinh an toan cao 201 75,0
vién dé dugc thuc | C6 phép ly r6 rang 99 36,9
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Dic diém Tanso (n) | Ty lé (%)
hién dich vu tham | Chi phi thap 88 32,8
my C6 nhiéu thoi gian kham va diéu tri theo thir tu 12 45
Khac 3 1,1
Tréng ban than dep va thu hiit hon do 135 50,4
khéng hai 1ong vé hinh anh co thé 78 29,1
Ly do tham gia Phuc hdi ton thuong da,‘ cac co quan 33 12,3
dich vu thim mg Trong dep hon khong can trang diém 91 34,0
; j Hon nhan 13 49
Cong viéc 24 9,0
Khéac 12 45

Nhan xét: Phan 16n bénh nhan dén tham gia dich vu thim my lan dau, chiém 49,6%,
tir 14n 2 dén 1an 4 chiém 44,4%, c6 6% bénh nhan thuc hién nhiéu hon 4 1an. Nguén cung
cap thong tin vé dich vu thAm my bénh nhan nhan duoc phan 16n tir ban bé va ngudi than
gioi thiéu chiém 66,8%. C6 75% dbi tugng nghién ciru chon dya trén tinh an toan ma co sé
y t& mang lai va 36,9% lua chon do tinh phap 1y 16 rang, chi phi thap ciing la 1y do 32,8%.
Cac ly do bénh nhén lya chon thuc hién cac dich vu tham my chiém nhiéu nhat 1a mong
mudn ban than tréng dep va thu hat hon chiém dén 50.4.

Bang 2. Sy hai 1ong ctia khach hang vé chét lugng dich vu

Su hai 1ong cua bénh nhan
Noi dung Khéng hai long Hai long

n (%) TB + PLC” n (%) TB + DLC
Tinh hiru hinh 60 (22,4) 3,47 £0,36 208 (77,6) 4,38 +0,42
Su tin cay 68 (25,4) 3,68+0,54 200 (74,6) 449+04
Hiéu qua phuc vu 72 (26,9) 3,4+0,56 196 (73,1) 4,3+0,32
Su dam bao 55 (20,5) 3,53+0,53 213 (79,5) 4,33+0,36
Su cam théng 93 (34,7) 3,47 £ 0,45 175 (65,3) 4,25+ 0,36
Su hai long chung 136 (50,7) 39+041 132 (49,3) 4,37+0,32

* Chu thich: TB + BPLC: Trung binh + D¢ léch chuan

Nhan xét: Khi tién hanh danh gia su hai long cua khach hang khi thye hién cac dich
vu thAm my tai cac bénh vién, chung toi ghi nhan rang sy hai long chung vé dich vy tham
my 14 49,3% va khong hai long 1a 50,7%. Khi d4nh gia cic thanh phan theo bang cau hoi
chat lugng dich vu SERVPERF véi mirc d6 hai long tai thoi diém hién tai cho diém bang
thang Likert 5, sy dam bao ctia co s¢ y té mang lai ty 1¢ hai 10ng cao nhét cua dbi twong
tham gia dich vu, 12 79,5%. V& tinh hitu hinh c6 77,6% hai long vé dich vu thAim my. Sy tin
cdy ma bénh vién mang lai cho bénh nhan, c6 74,6% ddi tuong hai long. Hiéu qua phuc vu,
su cam thong mang lai sy hai long cho bénh nhan lan luot 14 73,1% va 65,3%.
Bang 3. Mdi lién quan giita mot s6 yéu té va sy hai long ciia ddi twong nghién ctru

Su hai long chung
Yéu td Khéng hai long Hai long p
n (%) n (%)
18-30 tudi 52 (38,2) 39 (29,5)
& | >30-40 tudi 24 (17,6) 23 (17,4)
Tuol 1= 0760 tudi 49 (36) 61 (46.2) 0,344
Trén 60 tudi 11 (8,1) 9(6,8)
Gigi tinh | Nam 33 (24,3) 24 (18,2) 0,224
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Nit 103 (75,7) 108 (81,8)
Nghd Sinh vién 25 (18,4) 17 (12,9)
nghiep Nhén vién van phong 29 (21,3) 27 (20,5) 0,417
- Khac 82 (60,3) 88 (66,7)
M chir 1(0,7) 2 (1,5)
Trinh d6 | Tieu hoc 11 (8,1) 7 (5,3) 0.689
hoc van | Trung hoc 34 (25) 30 (22,7) ’
Phé thdng trung hoc va cao hon 90 (66,2) 93 (70,5)
Poc than 53 (39) 34 (25,8)
Tinh | Pa két hon 77 (56,6) 94 (71,2)
trang hén | Ly di 2(1,5) 4 (3) 0,018
nhan Ly than 1(0,7) 0(0)
Goa 3(2,2) 0(0)
<5 trigu dong _ 35 (25,7) 28 (21,2)
.| 5—<10 triéu dong 58 (42,6) 43 (32,6)
Thunhap 96250 trieu dong 29 (21,3) 48 (36,4) 0,053
> 20 triéu dong 14 (10,3) 13 (9,8)
Lin tham Lan dau _ 77 (56,6) 56 (42,4)
qia Lan 2 —lan thi 4 56 (41,2) 63 (47,7) 0,007
Nhiéu hon 4 1an 3(2,2) 13 (9,8)

Nhén xét: Panh gia cac yéu t6 lién quan anh hudng mirc d6 hai 10ng ctia bénh nhan
khi tham gia cac dich vu thAm m¥, chung t6i ghi nhan hai yéu t6 anh huong dén do hai long
clia bénh nhan 14 tinh trang hon nhan va s lan tham gia dich vu tham my c¢6 ¥ nghia thong
ké (p<0,05).

Bang 4. Phan tich da bién mot s6 yéu t6 va sy khong hai long cua cac dbi twong nghién ciru

Yéu to Pon vi OR 95% ClI p
Tudi >40 1,03 0,55-1,91 0,933
N Nam 1,18 0,63-2,19 0,611
Tinh trang hén nhan* Doc than 1,62 0,83-3,14 0,157
Thu nhap <10 triéu 1,49 0,87-2,54 0,144
Lan tham gia Lan dau 1,65 1,01-2,71 0,047

* Gom: Poc than, ly di, ly than, goa

Nhén xét: Khi phan tich da bién theo mé hinh héi quy logistic cac yéu té lién quan
va su khong hai long ctia bénh nhan khi thye hién dich vu tham my, ching t6i ghi nhan s6
lan thuc hién dich vy c6 mdi lién quan véi sy hai 1ong ciia bénh nhén, cu thé nhiing bénh
nhan thuc hién dich vu 1an dau ¢ xu hudng khong hai long cao hon (OR = 1,65, KTC 95%
=1,01-2,71). Cac yéu td vé tudi, gid1, tinh trang hon nhéan va thu nhép chua ghi nhan mbi
lién quan véi su hai long.

IV. BAN LUAN

Chét lugng dich vu y té 6 vai tro rat quan trong, dac biét trong linh vuc tham my,
noi bénh nhan dit tron niém tin vé sic dep va sttc khoé cua minh cho nhan vién va co sy
té. Viéc danh gia sy hai 10ng ctia bénh nhan khi trai nghiém dich vu thAm my va nhan dién
dic diém bénh nhan c6 xu hudng khong hai long cao gitp cho linh dao bénh vién ciing nhu
co s thim my kip thoi phat hién va diéu chinh nhitng han ché ctia minh nhdm mang dén
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trai nghiém t5t nhit cho bénh nhan hay khach hang ctia minh véi phuong cham "liy ngudi
bénh lam trung tam".

Nghién ctru ctia chung t6i tién hanh trén bénh nhan dén kham va thuc hién cac dich
vu thAm my tai cac bénh vién trén dia ban Cén Tho. bac diém d6i tuong nghién ctru nhin
chung kha déng nhét so véi cac nghién ctru ¢ ddi tuong bénh nhan thuc hién dich vu tham
my tai cac co s¢ khéc [5], [6]. Bénh nhan c6 do tudi trung binh 39 £ 15 tudi va ddi tuong
nit gi6i chiém phan 16n. Phu hop vé6i dic diém vé do tudi, da sb bénh nhéan trong nghién ctru
da két hon chiém 63,8%. Ty 1¢ bénh nhan c6 trinh do hoc van tir pho thong trung hoc va cao
hon chiém chu yeu 68,3%, tuong tu nghién ctru tac gia Huynh Trung Tién va cs [5]. Muc
thu nhap ctia d6i twong nghién ctru phan 16n tir 20 triéu ddng trd xudng chiém khoang 90%,
chi 10,1% bénh nhan c6 thu nhap tir 20 tri¢u trd 1€n. Nhin chung, bénh nhan thuc hién dich
vu thdm my c6 thé ¢ moi lira tudi va tap trung nhiéu & lira tudi <60, nit gisi dd két hon, trinh
d6 hoc vén tir trung hoc va cao hon va c6 thu nhap <20 triéu déng.

Chung t6i ghi nhan ty 1¢ bénh nhan hai long vé chat lugng dich vu dao dong tir 65-
79%, thép nhat trén tiéu chi sy cam thong va diém trung binh tir 4,25-4,49. Ty I¢ hai long
ghi nhan duoc thap hon so voi nghién ctru cta tic gia Huynh Thanh Tién va nghién ctru ciia
tac gia Nguyén Vian Tham [5]. Qua dé, cac co sd y té can nhan thirc va danh gia dinh ky vé
cam nhan ctia bénh nhan hay khach hang dé c6 chién luoc cai thién chat luong dich vu phu
hop trén cac khia canh nham duy tri nguon khach hang cta minh. Chat lugng dich vu tir tinh
hiru hinh nhu cai thién trang thiét bi, co s& vat chat, mdi truong bénh vién dén sy dam bao
vé trinh d6 chuyén mén, sy dam bao nhu bao mat quyén riéng tu khach hang, su tin cdy,
kha nang dap ung... Dac biét, su cam thong la khia canh can cai thién nhiéu hon trong nghién
ctru thé hién qua sy dong cam va chia sé clia nhan vién Y. té ddi v6i bénh nhan, thai do, su
quan tdm cham séc va tao diéu kién cho bénh nhén trao doi nhimg khé khin ctia minh.

Nghién ctru ciia ching t6i phan tich mdi lién hé giita mot s6 bién dic diém nhéan
khau hoc-x4 hoi véi sy hai long ctia bénh nhan, ghi nhan sb 1an tham gia dich vy thAm my
¢6 mdi lién quan dén murc d6 hai 1ong ctia bénh nhan, nhitng bénh nhan tham gia lan dau
thuong c6 xu huong khong hai long cao hay noi cach khac bénh nhan dén nhiéu lan tai co
s& tham my sé thuong hai 1ong véi co so d6, diéu nay ciing dugc thay trong nghién ciru cua
tac gia Ahmad Badruridzwanullah Zun va cong sy [7]. Cac yéu to tudi, gioi, nghé nghiép,
trinh d6 hoc van, tinh trang hon nhan va muc thu nh@p chua ghi nhan moi lién quan véi sy
hai 10ng ctia bénh nhan, twong tu két qua ghi nhan tir nghién ctru cua Ahmad
Badruridzwanullah Zun [7]. Dua trén két qua nghién ciru, chung t6i kién nghi rang cac co
SO thém my nén tang cuong cham séc khach hang méi dé cai thién sy hai 1ong ban dau, phat
trién chuong trinh khach hang than thiét nhim khuyén khich sy quay lai va nang cao sy hai
long cua khach hang thuong xuyén. Ngoai ra, cac co so can lién tuc dénh gia va cai tién chat
luong dich vu dé dam bao dap tng tot nhat nhu cau va mong doi cua khach hang.

Nghién ciru ching t6i con han ché nhu chi thuc hién tai co so y té 1a cac bénh vién
cong 1ap 16n tai khu vyuc nghién ctru. Méc khac, nhitng bénh nhan lya chon thyc hién dich
vu thAm my tai bénh vién thuong co yéu cau cao hon vé chét luong dich vu va su an toan,
sy dam bao so voi cac co s6'y té tu nhan, nén két qua c6 thé khong dai dién cho céac co s
trén. Do do, can c6 cac nghién cuu trén ddi tuong thuc hién dich vu tham my tai cac tham
my vién hay céc co s& tu nhan dé c6 goc nhin day di hon.
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V.KET LUAN

Bénh nhan thue hién dich vu thAm my thudong & d6 tudi dudi 60, nit gidi, dd két hon

va ¢6 thu nhap duéi 20 triéu. Cac dic diém nay khong c6 mbi lién quan vé6i su hai long cua
bénh nhan khi thyc hién dich vu. Bén canh do, bénh nhan dén thuc hién dich vu thim my
nhiéu 14n tai co s¢ thudng c6 ty 18 hai 10ng cao so véi cac bénh nhan dén 1an dau. Nham ning
cao su hai long cua bénh nhan, cac bénh vién can thuong xuyén danh gia va cai thién chét
lwong dich vu nhim mang lai trai nghiém t6t nhat cho bénh nhan hay khach hang cua minh.

TAI LIEU THAM KHAO

1.

Hw

Zun A.B., Ibrahim M.I., Hamid A.A. Level of Satisfaction on Service Quality Dimensions Based
on SERVQUAL Model Among Patients Attending 1 Malaysia Clinic in Kota Bharu, Malaysia.
Oman Med J. 2018. 33(5), 416-422, https://doi.org/10.5001/omj.2018.76.

Funakoshi Y., Saito M., Kawaguchi K., et al. Recent Status of Procedures in a Single
Nationwide Cosmetic Surgery Group. Plast Reconstr Surg Glob Open. 2023. 11(10), 5330,
https://doi.org/10.1097/GOX.0000000000005330.

Tran Thién Tu. Nhitng diéu can biét vé phau thuat thim my. Nha xuat ban phu nit. 2013.

Alp S., Yilmaz F., Gegici E. Evaluation of the quality of health and safety services with
SERVPERF and multi-attribute decision-making methods. Int J Occup Saf Ergon. 2022. 28(4),
2216-2226, https://doi.org/10.1080/10803548.2021.1984711.

5. Huynh Thanh Tién, Pham Quynh Anh, and Lé Thi Thu Hai. Chat luong dich vu va mot sb
yéu t6 anh huong tai don vi phau thuat thim my va laser cong nghé cao, bénh vién Trung wong
Quan doi 108 nam 2022. Tap chi Y hoc Viét Nam. 2023. 527(1), 228-233,
https://doi.org/10.51298/vmj.v527i1.5671.

Duc Thanh N., My Anh B.T., Xiem C.H., and et al. Patient Satisfaction With Healthcare Service
Quality and Its Associated Factors at One Polyclinic in Hanoi, Vietnam. Int J Public Health.
2022.67, 1605055, https://doi.org/10.3389/ijph.2022.1605055.

Zun A.B., Ibrahim M.1., and Hamid A.A. Level of Satisfaction on Service Quality Dimensions
Based on SERVQUAL Model Among Patients Attending 1 Malaysia Clinic in Kota Bharu,
Malaysia. Oman Med J. 2018.33(5), 416-422, https://doi.org/10.5001/0mj.2018.76.

198


https://doi.org/10.1080/10803548.2021.1984711

